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ABSTRACT 

The TAFE (TeCiinical and Further Education) National 
Centre for Research and Development conducted a survey to determine 
industry needs for quality train: ng in Australia. Interviews were 
conducted with managers in manufacturing and tourism/hospitality 
companies throughout Australia, especially with firms with a high 
reputation. Interview forms were designed to gather 'lata on 
background information, quality strategy, current and expected 
quality profile, and quality training needs. Companies interviewed 
had fewer than 10 to more than 3,000 employees. The survey found that 
company goals were most often survival, profit, competitiveness, 
customer service, and the desire to be the best in its particular 
industry. "Everyone" was the overwhelming response to questions as to 
who. Within the company, was j.nvolved in quality improvement; as to 
metiiods, consultants, Australian standards, total quality control, 
Deming's 14 steps, quality circles, and total quality management 
formed the basis of quality strategies for the companies surveyed. 
The tourism/nospitality industry did not appear to have well-defined 
quality strategies, although quality improvement is important to the 
lndvs^ry. Most strategies had been in place since 1986. Training 
packages of various types are planntd by all of the companies 
surveyed, and TAFE involvem'='nt appears to be required. The 
information obtained from th'^ industry survey will be considered in 
sample curricula being prepared in the following areas: basic trade 
apprentice — sheet metal working, associate diploma- -merhaaical 
engineering, and short course — hospitality. Three figures give a 
breakdown of survey responses and four charts compare current quality 
practices with practices two years hence as perceived by the 
industries surveyed. (KC) 
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SUMMARY 



INTRODUCTION 

The TAFE National Centre for Research and Development, was 
commissioned by the Department of Industry, Technology and 
Commerce (DITAC) to develop curricula on quality. To do 
this, t''e Centre conducted an industry survey to determine 
industry needs for quality training. 

The purpose of the survey was to identify the actual 
requirements of industry and then to develop appropriate 
curricula for integrating quality training into existing 
TAFE courses. 

Interviews were conducted in the following states: 

Manufacturing - New South Wales, Victoria and 

South Australia. 

Tourism/hospitality - New South Wales, Victoria, 

South Australia and 
Queensland. 

The persons interviewed were all most co-operative and 
helpful and appeared, without exception, to support the 
intent of the survey. Firms with a quality reputation and, 
wherever possible, persons with expertise in quality, were 
targeted for interview. All interviews were conducted 
personally. 

Interview forms were designed to gather data in four parts: 

PART A: BACKGROUND INFORMATION 

PART B: QUALITY STRATEGY 

PART C: CURRENT AND EXPECTED QUALITY PROFILE 

PART D: QUALITY TRAINING NEEDS. 

A summary of the results of the survey follows: 

PART A: BACKGROUND INFORMATION 

Part A was designed to identify the company, the location, 
type of industry, number of employees and a contact quality 
person in each organisation. 
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Companies interviewed were ar sured of confidentiality. The 
number of employees ranged from less than ten to more than 
3000. The contact person was, wherever possible, a key 
quality practitioner. 

PART B: QUALITY STRATEGY 

Part B of the survey was designed to determine the 
following information : 

a) the company(s) goals; 

b) who, within the company, is involved in quality 
improvement ; 

c) the company(s) quality strategy; 

d) in what way the strategy was developed and organised; 

e) how long the strategy has been in practice; 

f) why the decision to embark on a quality strategy was 
taken; 

g) the company(s) internal a^^d external customers. 
The Company ( s) Goals 

Survival, profit, competitiveness, customer service and the 
desire to be the best in its particular industry were the 
predominant responses in describing the company goals. The 
general consensus was that, in most companies, goals were 
known by all personnel. 

I^ho. within the company, is involved in quality 
improvement 

Everyone! was the overwhelming response. Typical comments 
were, 'Quality is a part of the (Company's) culture', 
'Quality is a line management responsibility' and a large 
New South W?les firm even has quality as a permanent agenda 
item for senior management meetings. 

The company (s) quality strategy 

Consultants, Australian standards, total quality copt^'l, 
Deming's four*:een steps, quality circles and toi i quality 
management formed the basis of quality strategies for the 
companies surveyed. 
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The tourism/Tiospitality industry, as a general rule, does 
not appear to have well-defined quality strategies. 
However, it does appreciate that quality improvement is 
important to the well-being of the industry. 

The wa y in which the strategy was developed and 
organised 

The following is a representative list of how quality 
strategies were developed by the manufacturers interviewed: 

working to conform Australian Standards 1821-23; 

establishing an inspection system of quality 
assurance ; 

establishing quality circles; 
initiating total quality control; 
using con«;ultants ' advice; 
establishing statistical quality control; 
using just-in-time management strategy; 
setting objectives with periodic reviews; 
maintaining on the job training. 
How lo ng the strategy has been in practice 



The period of implementation of formal quality strategies 
ranged from 1981 to 1988. However, 33 per cent of 
companies commenced in 1986, 15 per cent in 1987 and 10 per 
cent in both 1983 and 1983. Furthermore, 88 per cent have 
introduced their quality strategy since 1983. 



Why th e decision was taken to embark on a quality 
strategy 



Survival appears to be the uppermost response. One company 
stated that, 'Either we deliver the goods defect-free or 
the customer will find someone who can' . 

Other responses included the need to overcome traditional 
attitudes, particularly to quality inspection versus 
produc:,ion. Customer demands also figured high in the 
responses . 
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The comcanvCs) internal and external customers 

Of particular int(:^r^^st in this section was thfi responses to 
the customers within the company. It is obvious that the 
external customers are the actual purchasers of the 
product. Less obvious is the fact recognised by many of 
the companies that everybody within an organisation is a 
customer of everybody else. 

One company claimed that the customer, is the owner of 

each function and the owner is the function in the chain of 
functions ' . 

PART C: CURRENT AND EXPECTED QUALITY PROFILES 

Companies were requested to complete a chart depicting the 
current quality profile and the expectations in two years 
hence . 

The average results are depicted in the Charts C1«C4. 
PART D: QUALITY TRAINING NEEDS 

Training packages of various types are planned by all of 
the companies surveyed. 22 per cent of companies will 
involve senior management in quality training, 23 per cent 
section managers, 22 per cent process workers while 33 per 
cent indicated that all e.-nployees will be required to 
undertake formal quality training. 

Ty^FE involvement in quality training appears to be 
required. 23 per cent of res,;orise^ indicated a preference 
for a separate TAFE quality course. 37 per cent asked for 
quality to be integrated into all TAFE vocational courses. 
19 per cent would consider in-house quality training using 
TAFE lecturers with the proviso that TAFE lecturers be 
skilled quality practitioner's. 8 per cent opted for 
tertiary institutions to be the providers of quality 
training while 11 per cent preferred quality organisations 
to provide the training. There were 2 per cent of 
companies which conduct their own quality training and did 
not require the services of other providers. One 
organisation stated that it considered itself to be a 
provider of quality training to and for other firms. 

The automotive industry, particularly in South Australia, 
advocated the Automotive Quality Assurance Process (AQAP) 
approach for quality training. 
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The question of attltudinal change appeared to dominate the 
thinking of quality managers and this can be summed up by 
one large Smith Australian company with the obscr"/ation: 

The approach to qual^'cy training needs to start with 
attitudinal change and understanding of basic 
principles of systems, variation, control and 
improvement . 

FURTHER COMMENTS 

Respondents were then given the opportunity to make any 
other comments, either in relation to the survey, or any 
other aspect of quality needs and training. 

One South Australian company felt that the Federal 
Government should be further involved in the matter of 
quality and urged that, *The Federal Government must call a 
Quality Summit ' . 

The question of attitude was again raised in this section 
of the survey with one company stating, ^Barriers to 
improvement are attitudes and traditional management 
practices which encourage inefficiency and poor quality'. 

Although TAFE appeared to have the general support of 
industry one company complained that, in a quality course 
at a TAFE college, 

*The students sensed that TAFE lecturers did not practice 
what they preached and did not regard students as 
customers ' . 

The statement implied that it was the attitude rather than 
the lack of knowledge of the lecturers involved in the 
course, that prompted the remark. 

A company involved in the hospitality industry felt that 
secondary school graduates are lacking in the skills 

of geography, history, language and tolerance for other 
cultures ' . 

The level of importance of skills in quality training as 
Perceived by industry. 

A matrix was used to determine industry's concept of the 
required skills and their importance in quality trainin^. 
A grading: of 2 , 1, 0 was used; 2 for essential, 1 for 
de5,irable and 0 for unnecessary. 
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Because of possible different contexts of the manufacturing 
and the tourism/hospitality industry two separate matrices 
were developed The main difference between the two is 
that m the tourism/hospitality matrix, some of the 
'employee level' categories and quality acronyms were 
deleted. 

Figure 1 depicts the percentage level of the importance of 
quality skills as pevceived by the manufacturing industry. 
The toarisin/1-iospitali.ty response is sho^^l in Figure 2 and a 
comparison of the two industries appears as Figure 3. 



WHAT HAPPENS NOW? 

The information obtained from the industry survey will be 
considered in sample curricula being prepared in the 
following areas: 

1. Basic trade apprentice - sheetmetalworking 

2. Associate diploma - mechanical engineering 

3. Short course - hospitality 

Basic trar^e apprentice 

Although the basic trade apprentice quality component is 
being developed for the sheetmetalworking trade, the 
syllabus will be adaptable for any apprentice course. 

The syllabus will be designed to be fully integrated into a 
competency-based, project centred course. Alternatively, 
it may also be used as a stand alone subject on quality. 

Associate diploma - mechanical engineering 

It is proposed to develop a fully- integrated quality 
component into each of the subjects in the associate 
diploma course. For the purpose of the model, one subject 
will be selected as an example of the integration of 
quality into the course. 

A separate stand alone subject will also be developed and 
it will be suggested that it be a core subject for the 
associate diploma . 

Short course - hospitality 

One of the many sh^rt courses in hospitality training will 
be used as a model for the integration of quality into the 
hospitality industry. 
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In addition to the above, training packages consisting o 
videos and workbooks are being produced. These packages 
will be of value in the introduction of quality training 
into TAFE colleges throughout Australia. 

Workshops for TAFE staff in each state will be conducted 
augment the training packages. 
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CHAi^T C2: COMPARISON OF THE AVERAGE QUALITY PRACTICES, 

CURRENT AND TWO YEARS HEWCE, AS PEPCEIVED BY THE 
TOURISM/HOSPITALITY INDUSTRY IN ALL STAGES 
SURVEYED . 



kums Of guilty in ^te^tii 



lfT^fo>*tn^l 9Ws in fvffi' 



Only specalbtj 'r^M « 



tU'^a.'^ in rin^ updalid 



• 1Dtf4truc1ir4d4(>pf'^ 



rSo(>«« in until Ih^C** 
cope vHMT^JoIl 




Con>piny 9oih in tAowf^ «4 
fntiA«>gM 



Ktf pe^mifKi vNdciton of 



Irr^ovtmcnl cfToOs l/c p'lA- 



COobflviPjf KNfvv^ cu$iomen' 



Sundiftf p^edufes unt lAd 
ihcnci^^O'HOf 

CO^BinCI 



Waste a aftj idsj of Ktrvity 
«ti<h idd$ X value 



The rwfta&e^'W^upeiviso< s fO* 
1 to colC^ a^ suppon Ns/^e^ 
turn 



Barnen ie tusJon<( »!f5?ic'<Ki an 
cfovs fur<t<yMi coopefat«ft 

PtopSe an Vau^d to do t^e |O0 
*«B lndl^efllo«ell^/'l^e^ 
impfOi»efT)efl 



CURRENT 



TWO YEARS 



CHART 3: A COMPARISON OF THE AVERAGE CURRENT QUALITY 

PRACTICES BETWEEN THE MANUFACTURING AND 
TOURISM/HOSPITALITY INDUSTRIES IN ALL STATES 
SURVEYED, 
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CHART C4: A COMPAPiSON OF THE AVERAGE EXPECTED QUALITY 

PRACTICES (TWO YEARS HENCE) BETWEEN THE 
MANUFACTURING AND TOURISM/HOSPITALITY INDUSTRIES 
IN ALL STATES SURVEYED, 



co«np«ny not fenoM. 



Only sptcuJbts irrvoKt^ h 



Of VI os/( of M 



Net* w concf fT>«d 



wttMf< jot 



•crl 




conbrvvaly Khc^ c\Ji\or^f%' 



Wiite ft any tow Ktrv^ry 
•tfech IMS AO viHjl 



ii to ct)K^ ifVJ juppo<i ^s^h«r 
turn 



Ptcp»e »/« Uiir.f^ 10 tfo !^< 
•Hineihen to seek fwflh* 

N i/i meiswjed wtf*d 
on ff* Qt jr»fy of thejf wc^ 1^ ^ 



MANUFACTURING: 



TOURISM/HOSPITALITY 



ERLC 



11 



'6 



Percentage of Responses (%) 
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Concepts of Quality 
Management 



Customer Seivice 



Leadership Skills 



Interaction Skills 
(Communication, 
human relations) 



Employee 

Involvement 

(e.g. CXialfty Circles) 



Statistical 
Process Control 



Quality Assurance 



Data Collection 
and Analysis 



Problem Solving 



Materials Planning 
Requirements II 



Total Quality 
Control 



Just In Time 



Value Added 
Manufacturing 



CAD/CAM 



ERLC 



12 



J 7 




Flgnre 2: Percentage of the Levels of Importance of Skills: Tourism/Hospitality 
( I « Essential: 0 = Desirable; = Unnecessary) 



1^ 




Figure 3: Comparison of Manufacturing with Tourism/Hospitaiity on percentage 
of responses regarding skill as 'essential' 

(| •Manufacturing; g -Tourism/Hospitality) 'Skill topic not listed in Tourism/Hospitality Survey 



CONCLUSIONS 



1. There is a need for TAFE curricula to include relevant 
quality topics, integrated at appropriate stages of the 
educational progranune, in all vocational courses. 

2. Staff development in quality is imperative for TAFE 
lecturing staff. 

3. The curriculum development of quality programmes should be 
carried out with the assistance and guidance of persons 
with the expertise in modern quality philosophies and 
practices . 

4. The essential components of modern philosophies and 
practices with respect to quality should include th , 
participation of employers, employees and government 
working together to achieve quality improvement in the 
workplace . 

5. There is a need for behavioural/attitudinal changes by 
employers and employees for the success of quality 
practices in the working environment. 

6. The effectiveness of any quality training programme is 
dependent upon the manner of implementation into the 
workplace . 



